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The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the permission of SAP. 

Except for your obligation to protect confidential information, this presentation is not subject to your license agreement or any other service 

or subscription agreement with SAP. SAP has no obligation to pursue any course of business outlined in this presentation or any related 

document, or to develop or release any functionality mentioned therein.

This presentation, or any related document and SAP's strategy and possible future developments, products and or platforms directions and 

functionality are all subject to change and may be changed by SAP at any time for any reason without notice. The information in this 

presentation is not a commitment, promise or legal obligation to deliver any material, code or functionality.  This presentation is provided 

without a warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a 

particular purpose, or non-infringement. This presentation is for informational purposes and may not be incorporated into a contract. SAP 

assumes no responsibility for errors or omissions in this presentation, except if such damages were caused by SAP’s intentional or gross 

negligence.

All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ materially from 

expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, which speak only as of their dates, 

and they should not be relied upon in making purchasing decisions.

Disclaimer
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The world is changing. Digital technologies are everywhere
Drivers and implications for SAP support services

Emerging technology trends

Next-generation workforce 

(Generation Y and Z) Desire for increased efficiency

Shorter time to value, 

accelerated lifecycles, 

faster time to adoptSAP

support

services

24x7

MobileHyper-

connectivity

Internet 

of Things

Social Big Data In-memory 

computing
Cloud Machine 

learning
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Our vision of the digital support experience

You should never have to ask a question.

Our collective focus with product development is to achieve high-quality, intuitive 

products that anticipate your needs.

If you have questions, it’s quick and easy to get answers. 

Access to SAP’s comprehensive knowledge base notably accelerates your path to 

accurate answers when you need them.

Our support experts will provide you with solutions quickly. 

Our highly skilled engineers collaborate with you to help ensure you are successful –

providing fast, easy access to the answers you need.

Accelerate

Anticipate

Collaborate
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Live Business needs live support
Next-Generation Support for the intelligent enterprise

+
Traditional 

Support

Industry-leading 

proactive and preventive 

support across all 

deployment scenarios

Next-Generation 

Support

Groundbreaking 

support for the 

intelligent enterprise

Self-service and incident 

prevention
to avoid incidents

Real-time interaction
to speed your time to issue 

resolution

Digital support experience
to seamlessly integrate with built-in 

support

Artificial intelligence and 

machine learning
to accelerate paths to relevant 

answers
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Next-Generation Support for the intelligent enterprise
Real-time interaction

Real-time interaction.

We offer real-time support channels with live and direct access to SAP’s support 

experts, creating a faster and more direct route to issue resolution – anytime, anywhere, 

and from any channel.

▪ Expert Chat

▪ Schedule an Expert

▪ Schedule a Manager



7PUBLIC© 2020 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

Schedule a Manager
At-a-Glance

▪ Schedule a Manager is a new real-time channel, giving customers the ability 

to schedule a 15-minute call with a Product Support manager.

▪ Customers can raise management attention to a service exception, 

regardless of their contract type. 

▪ The service is free of charge.

▪ Schedule a Manager launched on January 28th 2020 for all SAP Solutions. 

▪ SAP SuccessFactors, SAP Business ByDesign and SAP Cloud for 

Customers will be available in the near future.

▪ Customer demand: Our customers want to speak directly to a real 

person who can help them. We listened to your feedback.

▪ Escalation prevention: By speaking to a manager, we can greatly 

reduce the chance of issues escalating.

Why now?What is Schedule a Manager?
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Schedule a Manager
At-a-Glance

▪ Established set of conditional criteria to frame the Schedule a Manager 

requests.

▪ Available on qualifying incidents in the SAP ONE Support Launchpad.

▪ Schedule a Manager sessions require a minimum lead time of 2 hours.

▪ Once booked, customers can expect a phone call at the scheduled time. 

▪ Customers will be able to submit requests via SAP ONE Support 

Launchpad.

Who can request a manager call?How will this be implemented?

Qualifying Criteria 

✓ High priority

✓ At least 2 days since creation 

✓ Manager availability 

✓ Processing owned by Product Support
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Direct Manager Access 

Speak directly to a Product Support manager who can 
positively influence the outcome of your issue.

Easy to Use

Simple, efficient method to schedule a phone call at a 
time that suits you.

Real-time Support

More enhanced, real-time communication with SAP’s 
Product Support Management.

Greater Customer Insights 

Enable Product Support managers to get to know our 
customers better, so we can provide a better support 
model.

Schedule a Manager
Key benefits



How it works: demo
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Q&A
Open Forum





Attachments
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Live Business needs live support
Next-Generation Support for the intelligent enterprise

SAP constantly innovates to improve 

our products and provide you with a 

world-class support experience. 

Self-service and 

incident prevention
Digital support 

experience
AI / Machine Learning

Real-time 

interaction

▪ Thought leadership

▪ Artificial Intelligence / 

Machine Learning

▪ Incident Solution Matching

Benefit from a seamless and intuitive 

omnichannel support experience with 

personalized, context- sensitive 

support when and where you need it.

▪ SAP ONE Support Launchpad

▪ Incident creation application

▪ Social Media integration

▪ Built-in support

▪ Cloud Availability Center

▪ SAP Cloud Trust Center

We offer real-time support channels 

with live and direct access to SAP’s 

support experts.

▪ Expert Chat

▪ Schedule an Expert

▪ Ask an Expert Peer

▪ Schedule a Manager

▪ Call-1-SAP & Customer Interaction 

Center (CIC)

Next-Generation Support has several 

comprehensive solutions – so you 

never have to ask a question, and if 

you do have a question, you receive 

an answer instantly.

▪ SAP Support Portal

▪ SAP Knowledge Base Articles (KBAs) 

via Google search

▪ Automatic translation

▪ SMS notifications

▪ Guided Answers

▪ SAP BusinessObjects BI support tool

▪ Automated search for SAP Notes 

▪ Performance Assistant

▪ SAP Community

▪ Support by Product

https://support.sap.com/en/my-support/product-support.html#section_1903672625
https://launchpad.support.sap.com/
https://news.sap.com/2019/08/tired-of-spending-too-much-time-creating-incidents/
https://support.sap.com/en/my-support/knowledge-base/whatsapp.html
https://support.sap.com/en/offerings-programs/strategy.html#section_277629229
https://support.sap.com/en/my-support/systems-installations/cloud-systems-installations.html
https://www.sap.com/about/cloud-trust-center.html
https://support.sap.com/en/my-support/product-support.html#section_519294480
https://support.sap.com/en/my-support/product-support.html#section_1575600800
https://support.sap.com/en/my-support/product-support/ask-expert-peer.html
https://support.sap.com/en/my-support/product-support.html#section_193743618
https://support.sap.com/en/contact-us/cic.html
https://support.sap.com/en/offerings-programs/strategy.html
https://support.sap.com/en/index.html
https://support.sap.com/en/my-support/knowledge-base.html
https://launchpad.support.sap.com/#/notes/2613605
https://blogs.sap.com/2018/03/27/sms-notifications-for-sap-one-support-launchpad/
https://support.sap.com/en/my-support/knowledge-base.html#section_307623726
https://support.sap.com/en/tools/diagnostic-tools.html#section
https://support.sap.com/en/tools/troubleshooting.html#section
https://support.sap.com/en/tools/troubleshooting.html#section
https://www.sap.com/community.html
https://support.sap.com/en/product.html
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Schedule a Manager for high priority incidents enables you to schedule a 15-minute call with an SAP 

Product Support manager to help manage or prevent potential service exceptions

▪ 15 minute call booked with a 

Product Support manager 

from the related product area

▪ Available for incidents within 

Product Support 

▪ Incident is on high priority for 

at least 2 days

▪ Book an appointment 

minimum 2 hours in advance

▪ Sessions delivered via phone

▪ Click here to lean more, or 

check this FAQ 

Overview Preview

▪ Have live one-on-one 

discussion on your high 

priority incident with a Product 

Support manager

▪ Schedule a call at a time that 

is convenient for you and 

matches with the availability 

of the manager

▪ Experience a more enhanced 

communication with SAP’s 

Product Support management

Benefits

▪ Schedule a Manager button 

appears in the incident editing 

page in SAP ONE Support 

Launchpad and is active when 

the following conditions are met:

o The incident has been at priority 

High for at least 2 days

o The incident is within Product 

Support 

o A Product Support manager is 

available for the session

▪ Click the Schedule a Manager 

button and then click Book a 

Session

▪ Add the appointment to your 

calendar and receive your 

callback at the scheduled time

Access

Please note: this service is not 

offered for incidents processed 

within development support !

Real-time interaction
Schedule a Manager for high priority incidents

https://news.sap.com/2019/11/sap-launches-schedule-a-manager-for-high-priority-incidents-limited-availability-pilot/
https://launchpad.support.sap.com/#/notes/2854599
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More information on SAP Support and the Next-Generation Support approach

Next-Generation Support 

SAP Support Portal | Next-Generation Support landing page (SAP Support Portal)

Press release and analyst guidance

Article: SAP Personalizes Support and Services for the Intelligent Enterprise (SAP News Center)

Press Release: Next-Generation Support from SAP Leverages Machine Learning and AI to Improve Customer 

Experience (SAP News Center)

Article: Your Customer Support Experience Is Your Brand (SAP News Center)

Article: The Ingredients of an Award-Winning Support Experience (SAP News Center)

Article: Live Business Needs Live Support: SAP Support is Award Winning, (SAP News Center)

Article: Award-winning SAP Support Portal and Next-Generation Support services, Interview with Andreas 

Heckmann, Head of Support Delivery (SAP News Center)

Press Release: SAP Brings Built-In Support to SAP S/4HANA Cloud (SAP News Center) 

Press Release: Next-Generation Support Expansion (SAP News Center) 

Blogs

Article: Intelligent Swarming: How Collaboration Can Enhance Customer Service (SAP News Center)

Article: The Xs and Os of a Next-Generation Support Experience (SAP News Center)

Article: Are Traditional Management Models Evaporating? (SAP News Center)

Article: Bringing B2C Principles to B2B Services and Support (SAP News Center)

Article: The Future of Support Services – Get Ready for an Automation Storm (SAPInsider)

Article: How does SAP support work for hybrid platforms in the digital age? (SAP Community)

Blog: Bringing Choice Beyond the Commute Through SAP's Omni-Channel Support (LinkedIn)

Blog: Roadside Assistance for Your Digital Transformation (LinkedIn) 

Blog: Vision and Strategy (LinkedIn) 

Blog: The Future of Support (Digitalist) 

Blog: Next-Generation Support (SAP News Center) 

Blog: Next-Generation Support (LinkedIn)

Blog: When support tickets can talk (LinkedIn)

Blog: Start your Engines! Next-Generation Support for your Intelligent Enterprise Journey (LinkedIn)

Podcast: SAP Customer Support Podcast (SAP Community) | Building support into the product (iTunes)

Video Resources

Video DSAG Annual Conference 2019 keynote – Next-Generation Support at 53:17 (German)

Videos from SAPPHIRE NOW 2019

SAPPHIRE NOW 2019 update from Andreas Heckmann: Learn about SAP's new approach to 

customer success

Head of Product Support Mohammed Ajouz: Enable Business Outcomes and Run Smoothly with 

Support from SAP

Interview - SAP Mentor Ethan Jewett and Andreas Heckmann: Ongoing End-to-End Customer 

Success Services from SAP

Interview - SAP Mentor Chris Kernaghan and Mohammed Ajouz: The Next Generation of Support

Video from SAP TechEd Barcelona 2019: Interview with SAP Mentor Tom Cenens and Bernhard 

Luecke: Next-Generation Support Channels: What's new and what will be next?

https://support.sap.com/
https://support.sap.com/en/offerings-programs/strategy.html#section_277629229
https://news.sap.com/2019/07/customer-success-services-personalized-support/
https://news.sap.com/2019/04/next-generation-support-customer-experience/
https://news.sap.com/2019/03/customer-support-experience-is-brand/
https://news.sap.com/2018/07/award-winning-sap-support-experience/
https://news.sap.com/2018/10/sap-support-tsia-star-awards/
https://news.sap.com/2018/07/award-winning-sap-support-experience/
https://news.sap.com/2018/05/sap-brings-built-support-sap-s-4hana-cloud/
https://news.sap.com/2017/05/sap-expands-next-generation-support-to-improve-customer-experience-in-the-digital-age/
https://news.sap.com/2019/12/intelligent-swarming-collaboration-customer-service-support/
https://news.sap.com/2019/11/next-generation-support-experience-x-o-data/?source=social-global-sapnews-twitter-thoughtleadership-dbs-sapsupport-spr-2791133868&campaigncode=CRM-YA19-SSO-BRSOCPT
https://news.sap.com/2019/09/are-traditional-management-models-evaporating/?source=social-global-sapnews-twitter-thoughtleadership-hcm-sapsuccessfactors-spr-2650573463&campaigncode=CRM-YA19-SSO-BRSOCPT
https://news.sap.com/2019/08/b2c-principles-b2b-support/?source=social-global-sapnews-twitter-thoughtleadership-sapstory_branding-unspecified-spr-2585430570&campaigncode=CRM-YA19-SSO-BRSOCPT
https://sapinsider.wispubs.com/Assets/Articles/2019/August/The-Future-of-Support-Services
https://blogs.sap.com/2018/10/31/how-does-sap-support-work-for-hybrid-platforms-in-the-digital-age/
https://www.linkedin.com/pulse/planes-trains-automobiles-bringing-choice-beyond-commute-ajouz/
https://www.linkedin.com/pulse/roadside-assistance-your-digital-transformation-mohammed-m-ajouz/
https://www.linkedin.com/pulse/sap-product-support-vision-strategy-interview-series-andreas-heckmann
http://www.digitalistmag.com/cio-knowledge/2017/01/18/future-of-support-empathetic-proactive-services-for-real-time-enterprise-04786105
https://news.sap.com/saps-next-generation-support-delights-customers-with-fast-answers/
https://www.linkedin.com/pulse/next-generation-support-delivery-designed-digital-world-heckmann
https://www.linkedin.com/pulse/when-support-tickets-can-talk-making-live-new-norm-andreas-heckmann
https://www.linkedin.com/pulse/start-your-engines-next-generation-support-vehicle-enterprise-ajouz/
https://blogs.sap.com/2018/03/08/the-sap-customer-support-podcast-episode-1-how-digital-transformation-is-changing-support/
https://itunes.apple.com/us/podcast/the-customer-support-podcast/id1354057483
https://www.youtube.com/watch?v=d2-lcVau4o4
https://www.youtube.com/watch?v=FJoT1TLVLuk&feature=youtu.be
https://www.youtube.com/watch?v=CqmPy-o_OOM&feature=youtu.be
https://www.youtube.com/watch?v=ggm1JX7X4NE
https://www.youtube.com/watch?v=ccz_oF6P-jI
https://events.sap.com/teched/en/session/48926
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More Information on SAP Support and the Next-Generation Support approach

Incident Prevention and Self-Service

Blog: Getting Support Your Way: Self-Service (LinkedIn)

Blog: Self-Service Machine Translation for SAP Notes and Knowledge Base Articles in the 

SAP ONE Support Launchpad (SAP Community)

Video: Guided Answers

Video: Cloud Availability Center for SAP SuccessFactors Solutions

Video: SAP Cloud Trust Center

Social Media

SAP Support Help on Twitter

Video series on YouTube

SAP ONE Support Launchpad

Article: Revolutionizing Web-Based Interactions with SAP Services and Support (SAP 

News Center)

Article: How Optimized Incident Creation Helps Improve the Customer Support 

Experience (SAP News Center)

Blog: Tips and Tricks for SAP ONE Support Launchpad (SAP Community)

Blog: How to manage your launchpad notifications settings (SAP Community)

Blog: Improved incident creation – try SAP’s new support assistant (SAP Community)

Video: SAP ONE Support Launchpad 

Video: Optimized Incident Creation

Video: SMS Notifications for SAP ONE Support Launchpad

Webinar: SAP ONE Support  Launchpad – Overview and How to Get Started

Webinar: Optimized Incident Creation

Schedule an Expert

Schedule an Expert landing page (SAP Support Portal)

Blog: How to “Schedule an Expert” in a live session for your SAP solution (SAP Community)

Video: Schedule an Expert

Video: Schedule an Expert for open incidents

Webinar: Overview Product Support Real-Time Channels

Webinar: Benefit from Real-Time Conversation with an SAP Expert

Expert Chat

Expert Chat landing page (SAP Support Portal)

Blog: Expert Chat (LinkedIn) 

Blog: Live Expert Chat Services (LinkedIn; Digitalist)

Blog: Real-Time Support (LinkedIn) 

Video: Expert Chat

Press release and analyst guidance:

Expert Chat (press release)

Expert Chat in Gartner Note (press release) 

Webinar: Use Expert Chat to Solve Your Technical Problems

Webinars

Replay: Next-Generation Support: Overview Session

Schedule a Manager

Schedule a Manager landing page (SAP Support Portal)

Blog: How to “Schedule a Manager” for a 15-min. phone call (SAP Community)

Webinar: Schedule a Manager real-time support channel

https://www.linkedin.com/pulse/getting-support-your-way-next-generation-self-service-heckmann
https://blogs.sap.com/2018/03/07/self-service-machine-translation-for-sap-notes-and-knowledge-base-articles-in-the-sap-one-support-launchpad/
https://www.sap.com/assetdetail/2017/10/c48b9da9-d77c-0010-82c7-eda71af511fa.html
https://www.sap.com/assetdetail/2017/11/0a839d57-dd7c-0010-82c7-eda71af511fa.html
https://www.sap.com/assetdetail/2018/02/b48e3e48-f07c-0010-82c7-eda71af511fa.html
https://twitter.com/SAPSupportHelp
https://www.youtube.com/user/SAPSupportInfo
https://news.sap.com/2019/12/revolutionizing-web-based-interactions/
https://news.sap.com/2019/10/optimized-incident-creation-improves-customer-support-experience/?source=social-global-sapnews-twitter-thoughtleadership-dbs-services-spr-2782265921&campaigncode=CRM-YA19-SSO-BRSOCPT
https://blogs.sap.com/2016/08/12/tips-and-tricks-for-sap-one-support-launchpad-now-available/
https://blogs.sap.com/2018/03/27/sms-notifications-for-sap-one-support-launchpad/
https://blogs.sap.com/2019/09/23/improved-incident-creation-try-saps-new-support-assistant/
https://youtu.be/9RutFZ1Qoag
https://www.sap.com/assetdetail/2019/11/d2e7e303-727d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/assetdetail/2018/07/500f452f-0e7d-0010-87a3-c30de2ffd8ff.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190319
https://sap.emea.pgiconnect.com/p1mvq42j7hn/
https://support.sap.com/en/my-support/incidents.html#section_1575600800
https://blogs.sap.com/2019/03/19/live-support-channels-how-to-schedule-an-expert-in-a-live-session-for-your-sap-solution/
https://www.sap.com/assetdetail/2017/07/2626c66e-c57c-0010-82c7-eda71af511fa.html
https://www.sap.com/assetdetail/2018/09/088eb35f-1f7d-0010-87a3-c30de2ffd8ff.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#1904021
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#1904041
https://support.sap.com/en/my-support/incidents.html#section_1554503147
https://www.linkedin.com/pulse/expert-chat-direct-access-saps-product-support-experts-heckmann
https://www.linkedin.com/pulse/live-expert-chat-services-strengthening-enterprise-support-heckmann
http://www.digitalistmag.com/cio-knowledge/2017/05/09/live-expert-chat-services-strengthening-enterprise-application-support-with-rising-commerce-trend-05080613
https://www.linkedin.com/pulse/real-time-support-saps-customers-interview-series-andreas-heckmann
https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
http://news.sap.com/sap-launches-expert-chat-to-connect-customers-in-real-time-to-technical-support/
http://news.sap.com/expert-chat-service-provides-sap-customers-with-access-to-live-real-time-support-options/
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190404
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190314
https://support.sap.com/en/my-support/product-support.html#section_193743618
https://blogs.sap.com/2019/12/18/schedule-a-manager-how-to-speak-directly-to-a-product-support-manager-on-your-high-priority-incidents/comment-page-1/#comment-489397
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#200220
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More information on SAP Support and the Next-Generation Support approach

AI and Machine Learning

Incident Solution Matching landing page (SAP Support Portal)

Video: Incident Solution Matching

Article: What’s in Store for 2020 with Machine Learning in Support (SAP News Center)

Article: The Journey to Autonomous Support Through AI (SAP News Center)

Article: AI and Machine Learning Drive Automation in Product Support (SAP News Center)

Article: Enter the Next Level of Customer Support Experience with AI Technology (SAP 

News Center)

Article: Customer Convenience through Service Automation (SAP News Center)

Blog: AI-Powered Support: A Guiding Light for Simplified Support (LinkedIn)

Blog: SAP launches an AI enabled incident wizard in SAP ONE Support Launchpad (SAP 

Community)

Webinar: Incident Solution Matching – Enabled by Artificial Intelligence

Webinar: SAP’s use of AI in incident management processes

Ask an Expert Peer

Ask an Expert Peer (SAP Support Portal)

Video: Ask an Expert Peer

Blog: Crowdsourcing Customer Service: How Ask an Expert Peer is Changing Real-

Time Support 

Webinar: New Product Support Channel: 'Ask an Expert Peer' for SAP SuccessFactors

Built-in support 

Built-in support landing page (SAP Support Portal)

Article: The Built-In Support Effect: Redefining Care For The User Experience (Digitalist)

Blog: Making support smart – built-in support using AI / machine learning (LinkedIn)

Article: The Built-In Support Effect For An Integrated, Intelligent User Experience (Digitalist)

Webinar: SAP’s Built-In Support 

Videos from SAP TechEd Las Vegas 2019

Wieland Schreiner: Achieve End-to-End Customer Success for Your 

Intelligent Enterprise

Interview with SAP Mentor Tammy Powlas and Mohammed Ajouz: The Future of 

Support - Get Ready for the Automation Storm

https://support.sap.com/en/my-support/product-support.html#section_1903672625
https://www.sap.com/assetdetail/2019/04/341f5d64-457d-0010-87a3-c30de2ffd8ff.html
https://news.sap.com/2020/01/jens-trotzky-interview-machine-learning-automated-support/
https://news.sap.com/2019/10/journey-autonomous-support-ai/
https://news.sap.com/2019/03/product-support-automation-ai-machine-learning/
https://news.sap.com/2019/01/ai-driven-support-customer-experience/
https://news.sap.com/2019/06/customer-convenience-through-service-automation/
https://www.linkedin.com/pulse/ai-powered-support-guiding-light-simplified-jens-trotzky/
https://blogs.sap.com/2018/11/16/for-faster-resolution-sap-launches-an-ai-enabled-incident-wizard-in-sap-one-support-launchpad/
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190423
https://sap.emea.pgiconnect.com/p79a7pon5nb/?proto=true
https://support.sap.com/en/my-support/product-support/ask-expert-peer.html
https://www.sap.com/assetdetail/2019/08/924a1f88-627d-0010-87a3-c30de2ffd8ff.html
https://news.sap.com/2019/07/ask-an-expert-peer-real-time-support/
https://sap.emea.pgiconnect.com/p2733d2koud/?launcher=false&fcsContent=true&pbMode=normal
https://support.sap.com/en/my-support/product-support.html#section_1255553798
https://www.digitalistmag.com/cio-knowledge/2019/01/07/built-in-support-effect-redefining-care-for-user-experience-06195044
https://www.linkedin.com/pulse/making-support-smart-andreas-heckmann/
https://www.digitalistmag.com/cio-knowledge/2019/02/27/built-in-support-effect-for-integrated-intelligent-user-experience-06196731
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190416
https://events.sap.com/teched/en/session/48283
https://events.sap.com/teched/en/session/48246

